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Abstract:

This thesis aims at studying the impact of switching
costs with its various dimensions (procedural switching costs,
financial switching costs, learning costs, transition costs and
psychological costs) on the customer's loyalty under the
demographic factors: age, income and occupation. The most
significant search result is that the applications of switching
costs strategy not only helps companies maintain their
customers but also helps them attract new customers from
rival companies.

In addition, the telecom companies' comprehension of
the factors that affect the switching costs and their
comprehension of the customer segments diversity increase
customer satisfaction and hold them back from switching to
rival companies. Besides, the research presented a number of
important recommendations
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